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As an important part of modern enterprise human resource management, 
performance management plays a more and more important role in the enterprise 
sustainable development strategy. The author has been the president of bank branch H 
for many years, deeply knows three key points in the operation and management 
during the development of branch, that is, timely dissemination of bank strategy, good 
at choose and cultivate employees, make effective incentive evaluation mode and 
real-time adjustment. The most important point is performance management.  
The current competition of domestic banking industry is talent competition. Bank 
customer managers fighting in the forefront of marketing, is the bridge of bank and 
the customer.They are the main talents in bank earnings. Then the competition in 
customer manager is the most serious competition between banks. 
A set of scientific and effective evaluation and incentive mechanism of customer 
managers not only helps practice the strategy of the headquarters of bank A, ascend 
the branch management power, but also helps enhance customer manager 
performance contribution, and cultivate professional talents and loyalty. Thus could 
help effectively ease the outstanding realistic problems in the loss of the company 
customer manager. This is the main meaning of this study. 
In this paper, basing on the review of the theory in performance , performance 
management and performance management tools commonly used, further review of 
performance management in commercial banks is made. The author selected the client 
manger in branch bank H which she has worked for many years as this main object of 
study. On the base of the introduction of the conditions in branch bank H, in-depth 
analysis is made on the performance management implementation planning, 
performance evaluation KPI system design, and performance evaluation workflow 
gaps and issues. And then applying the foregoing study of management tools as 
management by objectives (MBO), key performance Indicator (KPI), and Balanced 














management assessment in branch bank H. Futher by recombing and sorting out 
management process, the author worked out an improvement performance 
management system. 
This article made a combination of performance management theory and 
management practice of client manager in Branch bank H, aiming to explore a set 
of workable performance management approach to enhance client manage’s 
performance management level in H branch. Thus to enhance the overall 
competitiveness of bank A in Guizhou, as well as providing a performance 
management perspective in other related fields of study. 
This article includes the following six parts: The first chapter is the introduction, 
focusing on the purpose and significance of the research content and framework. The 
second chapter is the theoretical basis. Through the introduction of performance 
management theories, this part provided a theoretical basis of the analysis of problems 
as well as improved methods below. Chapter three made a description of the bank and 
a analysis of the status of performance management. The fourth chapter focused 
performance management problems and made an in-depth analysi of the cause of the 
problem. Chapter five proposed an improvement program by the use of performance 
management tools on the basic of the analysis of the problem in chapter four. The last 
chapter made the main conclusions of this paper. 
 
 














目  录 
第一章 前言 ........................................................................................ 1 
第一节 选题背景和意义 ................................................................................. 1 
第二节 研究内容与研究方法 ......................................................................... 3 
一、研究内容 ................................................. 3 
二、研究方法 ................................................. 3 
第三节 创新点和研究框架 ............................................................................. 3 
一、本文创新点 ............................................... 3 
二、本文研究框架 ............................................. 4 
第二章 绩效管理相关理论及文献综述 .............................................. 6 
第一节 绩效和绩效管理概述 ......................................................................... 6 
一、绩效 ..................................................... 6 
二、绩效管理 ................................................ 10 
第二节 绩效管理工具 ................................................................................... 12 
一、目标管理（MBO） ......................................... 12 
二、关键绩效指标（KPI） ..................................... 13 
三、平衡记分卡（BSC） ....................................... 14 
第三节 商业银行绩效管理现状.................................................................... 16 
第三章 公司部所在行概况和绩效考核现状 .................................... 19 
第一节 A 银行及公司部所在银行概况 ........................................................ 19 
一、A 银行股份有限公司基本情况 .............................. 19 
二、A 银行贵州分行概况 ...................................... 20 
三、公司部所在 H 支行概况 .................................... 21 
第二节 公司部概况 ...................................................................................... 22 
第三节 上级行对 H 支行的考核 .................................................................. 23 














二、关键绩效指标考核（KPI） ................................. 25 
三、考核应用 ................................................ 26 
第四节 H 支行公司部绩效管理现状 ............................................................ 28 
一、客户经理具备的能力及职责 ................................ 29 
二、客户经理的目标计划制订 .................................. 31 
三、绩效考核措施 ............................................ 33 
第四章  公司部绩效管理存在问题及原因分析 ............................... 43 
第一节 公司部绩效管理目前存在问题 ........................................................ 43 
第二节 公司部绩效管理问题原因分析 ......................................................... 47 
一、普遍存在片面追求业绩指标思想 ............................ 47 
二、重考核理念的提出，轻与基本状况的结合 .................... 48 
三、体制僵硬和利益分配不均衡，导致买单标准不尽合理 .......... 49 
四、将信贷经理与业务拓展客户经理职责严格分开，导致考核整体性差
 ............................................................ 50 
五、对绩效考核反馈、跟踪意识不强 ............................ 51 
六、人为原因导致客户经理队伍退出交流机制尚未建立 ............ 52 
第五章 绩效管理改进方案 ............................................................... 54 
第一节 绩效管理方案改进方法.................................................................... 54 
一、绩效管理方案改进的基本原则与目的 ........................ 54 
二、绩效管理方案的流程与措施 ................................ 54 
三、绩效管理考核指标体系建立 ................................ 59 
四、绩效考核结果具体运用 .................................... 62 
第二节 绩效管理方案改进小结.................................................................... 69 
第六章  本文的主要结论 ................................................................. 71 
参考文献 ........................................................................................... 73 

















































































                                                             





















































A 银行贵州省分行 H 支行公司客户经理绩效管理研究 
 4
问题选择相应的理论提高指导意义。 










































































任务及事务（Duties，Tasks and Activities）、目的（Objectives），目标（Goals or 
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